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Washington, DC 20554 

RE: 
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CG Docket 03-123, DA 05-1681 
MDTE Year 2005 TRS Consumer Comolaint LOP Summarv 

Dear Ms. Dortch: 

Pursuant to DA 05-168 1, the Massachusetts Department of Telecommunications and 
Energy (“MDTE”) respectfully submits this filing in compliance with the requirement that 
states and Telecommunications Relay Services (“TRS”) providers submit annual consumer 
complaint log summaries by July 1 of each year. See In the Matter of Telecommunications 
Relav Services and SDeech-to-Sueech Services for Individuals with Hearine and SDeech 
Disabilities, Report and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 
FCC Rcd 5140 (March 6, 2000); 47 C.F.R. 5 64.604. This submission constitutes the 
MDTE’s year 2005 TRS consumer complaint log summary filing. 

During the period of June 1, 2004 to May 31, 2005, the MDTE did not receive any 
consumer complaints alleging a violation of federal TRS minimum standards. All complaints 
were made directly to the TRS provider, Sprint (formerly Vista, Inc.). We are providing a 
paper copy and an electronic copy of the Sprint consumer complaint log summary. 

FAX. (617) 345-9101 TTY: (800) 323-3298 . .. . .. _- 
www.mass.eov/dte 
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The MDTE will continue to monitor the status of TRS in Massachusetts in order to 
assist in spotting national trends that may lend themselves to coordinated solutions. 

Sincerely, 

\ 
A-u% 0. \ l a . d o J v L  

Andrew 0. Kaplan 
General Counsel 

enclosure: 
consumer complaint log summary 

cc with enclosure: 
Dana Jackson 
Consumer and Government Affairs Bureau 

FAX: (617) 345-9101 TTY: (800) 323-3298 
www.mass.eov/dte 



Complaint Tracking for MA (06101/2004-05/31/2005). Total Customer Contacts: 134 

Customer wmplained that the CA did not look in her 
speed dial list for phone number. Customer asked CA 
to dial her mom's cell phone number. CA did not know 
how to use speed dial list. She would like all CA 
reminded to look in customem speed dial lists for 
numbers 

Caller complained that the CA hung up on him. This 
has happened three times in the past week and wants 
this CA fired. 

Customer wmplained that she reaches a recording 
that states the line she is calling from has been 
a.sconnected when placing a long distance cad 
InroJgh Relay She also stalea lhal tnis aod not 
nappen before sne nad a profi e CJslomer w.Ia iue 
ner caner 10 De ner carner of cnoice on her pmfi e 

C.slomer wmpla ned tnat sne nas a slow type profile 
out CA w J a  not change tne speea Tne CA nformea 
ne[ tnat s nce sne was !he term flat ng ena of me call. 
tne typ ng speed can no1 De changea CA Slated mal 
she would do her Des1 10 type sow 

Cdslomer m p  aineo mal She 1s maole 10 place a 
ong distance cal lhrougn Re ay Sne reacnes a 
rewra ng that stales the numner sne 8s ca ling from 
nas ~ e e n  0 swnnected 

Customer is sick of MASS relay is always typing too 
fast. Wanted to speak to Manager. Customer is 
frusbated with the relay. She feels like people do not 
look at her profile for 45 wpm. Also the issue seems to 
be when a person calls them, it's too fast and cannot 
be fixed. 

Customer wanted to know the fax number to fax a 
complaint. Customer explained that the CA 
diswnnected on her and wanted us to see what the 
CA typed. She feels this CA needs more training. 

Customer was upset for not being able to call her 
mother thN the relay to her cell phone. The CA who 
processed the call was forced to ask for a LD Carrier. 

06/16/04 

06/24/04 

06/17/04 

06/18/04 

09/22/04 

06/29/04 

7/8/2004 

. ... .. ... . .I. 
Manager apologized and informed customer that w8 
would remind all CA's. CA wached on proper 
ProCedureS for speed dial lists. Reminder in weekly 
memo to all CA's on how to access speed dial lists. 

Manager apologized to caller and informed him that 
the CA would be spoken to. Manager spoke to CA. 
Relay policies reviewed. 

Manager suggested she contact her carrier for more 
information as to why she is getting that recording. 
Informed her that CA would update her profile. 
Customer did not want to call her canier and asked 
CA to call her back about this issue. Customer feels 
this is a Relay issues and not her canier. 

Manager spoke with Customer. Explained to her that 
CA can not change the speed 1 she is on the term 
side of the call. Suggested she just ask the CA to type 
Slower. Customer understands and wished something 
couM be done about this. She feels mat the CA ShouIc 
be able to adjust the speed I she is the caller or being 
called. 

Manager Apologized to Customer and informed her 
that I would open a trouble ticket on this. Customer 
stated that she need lo place this call. Suggested that 
call back into relay and request a SUP. Informed her 
that I would let the SUP know what Is going on and we 
would trv to o m s s  me call anatherwav~ She 

Manager apologized to custcmer and wached agent. 

Uanager apologized to Customer and gave her the 
lumber. Informed her that I would have a SUP speak 
Nith CA right away. Received complaint fax. CA did 
101 know how to set up a VCO to TTY call. Customer 
rquested to speak with SUP tvc times, but CA 
lisconnected her. CA coached on proper procedures 
or VCO to TW calls. 

jupv explained ta her that the billing is not generated 
)y MassRelay. Supv explained her how to make a 
:oIIect call. Customer stated that she was in a hurry 
and had to get off the phone. 
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Nature of Complaint 

Customer stated that she has been receiving 
harassing phone calls through Relay form voice user. 
She can hear children on the line. Omer people in her 
town of Falmouth have also been receiving the same 
calls and have reported the calls to Me Police 
deparlment. Sometimes the callers are threatening 
saying 'You cant stop us!" She asked that her number 
be removed from our list, as there are no TTY users at 
her home 

Customer complained that he wuld not make a long 
distance call through Relay. He receives a recording 
that States the number he is calling from has been 
disconnected. Other hearing people in his household 
can make the call just fine. 

Customer complained that CAS are still not following 
her Caller Profile to type slow. She does not offer any 
specific CA ID numbers. just stated that mostly all of 
them. 

Caller complained about the long delay between the 
number given to dial and the dial out process. Caller 
also Stated that a CA was rude. Asked to speak to a 
higher SUPV and was transferred to Customer 
Service. The CA handling the call asked for the long 
distance canier twice afler it was already given 

Caller Comp&ned tnal CA hJng UP on them dLnng 
me orccess of a T l Y  to VCO ca I Cai er also staled 
that'lately CA 
TTY to v c o .  

seems to be having diftiwlty pmcessing 

Customer was upset that he was transferred to 
Customer Service in error. He had requested to 
Contact Best Buy Customer Service. He wanted to be 
transferred back to the CA 

Cmomer was dpset that CA !old her there were no 
messages on ner voicema I She ca *eo WCL into 
Re ay an0 got CA who lord ner lhere were messages 

Date of 
Resolution 

07/12/04 

07/15/04 

07/21/04 

07/24/04 

07/27/04 

08/05/04 

08105104 

Explanation of Resolution 

Possible VCO calling her home. she can hear voices 
in the background. 7/12 Spoke with Customer. 
Explained to her again that all calls are private and 
confidential. There are no records of calls kept. She 
stated that she plans on contacting her telephone 
company to trace the calls. She thanked me for calling 
her back. 

Manager apologized to Customer and informed her 
that I would open a trouble ticket on this. The problem 
should be fixed with in 24 hours. Trouble ticket 
OPened 7/15 1935584. Ticket closed 7/15 

Apologized to Customer and informed her that I would 
have a reminder in the weekly memo to all CA's about 
Caller Profiles. She stated that she just wanted me to 
know that it is still happening. 

Apologized to caller for any inconvenience this may 
have caused. Explained to caller that mere was only 
one SUPV during the weekends. Informed her that the 
SUPV wuld be spoken to. SUPV cwched on 
professionalism. 

Apologized to caller for me inconvenience. Offered to 
watch the CA pmcess the call for her and she agreed. 
CA processed the call correctly. 

I\pologized to customer for the mistake and 
inconvenience. Explained to him that Customer 
Service was unable to transfer calls to the Relay C A  
He wants a written explanation of why Customer 
Service can not transfer calls back to the CA. Mailed 
letter on 8/5. 

CA was cwched on proper voicemail procedures. Left 
message on voicemail apologizing for the CA errors. 
Informed her that I would have something in the 
Neekly memo reminding all CA's on proper voicemail 
'etrieval. Suggested she contact supervisor if she had 
my questions. 



Date of 
Complaint 

08/14/04 

08/17/04 

)8/20/04 

18/24/04 

19/08/04 

19/09/04 

Nature d Complaint 

C&tomer complained tnat a l l Y  Jser caiied nls homt 
to soeah with nls 5 neen war a d  damhter Tne 

I~~ ~ ~ ~~~ 

COnierJation that was relayed was e&mely obscene 
and vulgar. He wants to know who was calling and 
their phone number. He stated that he does not 
believe that Relay does not keep records of phone 
numbers and names of callers He wants to contact 
the Attorney General and WsSibly hire a lawyer to 
discuss how the Relay center allom these calls to 
take place and be relayed with no identity. This Cali 
took place on August 14 around 3 am. 

Customer complained that there was not a Spanish 
CA available to make a call. She stated that it was 
against the rights of Spanish and is against the law. 
There should be a Spanish CA available in case of 
emergencies. She needed to teii a Spanish family 
about a family member in jail. Customer stated that 
she would try again in the morning. 

CJslomer m p  aineo aood overall quality of work 
from CA trainees She feels that she SnoLlo be 
receiving a certain lebe 01 sewre from Relay and sne 
IS not geItng that Imm Ira m a s  She expla ned tnat 
she nao 11  new messages on her answenng mach ne 
and lnree of the pnone numbers were typed on 
correctly oy the CA Cdstomer reels mat !ne CA 
Ira nees snwld nave longer training sess ons an0 
practice ca is before oea ing unth tne pub IC Sne fees 
tnat the reqb rements are not bang aodressed and 
Inat sne shoL d not hage to deal Mth abme ana pmr 
Y~NICB from trainees Customer staled lnal she w o ~  d 
be 6. ng a forma complaint to tne FCC about Mass 
Re ay 

The Caller complained that CA was very rude and 
impatient. The CA yelled at the caller, who was 
confused and using Relay for the first time. 

A TTY user wants to make a collect call from MASS 
correction legal services. The caller makes the call, 
the called party takes a collect call and hangs up. 
Caller is informed by letter that TIY collect calls are 
accepted. 

Caller complained about a CA and a Supv regarding a 
call to a TTY user. Customer is very upset that the CA 
would not repeat what was relayed to her. CA relayed 
question to TTY user. Supervisor explained that this 
was proper procedure. caller extremely upset. Did not 
want to hear any of this. 

Date of 
Resolution 

08/17/04 

08/18/04 

08/20/04 

08/24/04 

09108104 

09/09/04 
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ExDlanation of Resolution 

Explained to customer that the calls are Mnfidential 
and that there are M) records of calls. Customer does 
not believe this and would like a call back with more 
information. Informed him that Supervisorwould 
contact him on Monday morning. Called 8/16 at 10:30 
No answer. Called 8/17 at 1200 No answer. Called 
8/17 at 12:30 Left message. Explained to customer 
that all calls are private and that there are no records 
of calls kept. Suggested he contact Supervisor I he 
has any questions. 

Apologized to CJstomer an0 lnformw ner that there 
was not a Span Sn Ca aval aDle Suggested to cal 
Relav 10 me momma for a SOaniSh CA Informed her ~,~~ ~ ~~~~ 

that iwould relay h& concerns to the appropriate 
staff. 8/18 Spoke with customer. Apologized again for 
mot having a Spanish CA available. Also informed her 
that I would refer her complaint to the Center 
Manager. She thanked me for contacting her in 
regards to this and hopes to see improvements in the 
staffing of Spanish CA's. 

kpoiogized to customer. Informed her that I would 
'orward her complaint to the training dept right away. 
She stated that she hopes something will be done 
about the ongoing problem with trainees. 

ipologized for the rudeness of the CA. Explained to 
he caller how the relay Sewice works. Explained that 
:A's cannot get involved in relay calls oranswer 
iuestions. CAwas coached on professionalism. 

V13 Call to CLstomer for clanfcation - no answer 
lit4 Cal. to cdstomer for cladcat on - no answer 
1/15 Cal to cdslomer for canfical on. no answer 

ixplained to caller to tell CA that if she could not hear 
iim to let the CA know and he will relay it back. If she 
1st asks for CA to repeat it, the CA will relay the 
iuestion to me TTY user caller. 



Date of 
Complaint 

09/09/04 

19/10/04 

19113104 

19/16/04 

19/18/04 

19/22104 

V2212004 

Nature of Complaint 

Ca ler was fnstraled becaJSe some CAS don't seem 
10 be lo lomng lheir profile opt on for reduce0 typmg 
speed (45 wpm) She has 1roLO.e foIIowmg lne lest a1 
standard sweo 

Customer Complained that CA did not follow voice 
mail instNctions given by cuslomer. Sates that CA 
refused to enter any information for four minutes and 
refused to give customer the messages did not 
wantad to be transferred to Customer Service. Asked 
for a SUPV to call voice mail. 

Customer complained that CA did not respond to him 
afler the greeting macm came across the screen. I let 
him know that his complaint would be handled by a 
team leader and the Situation would be taken care of. 

Customer called to complain that CA did not dial 2nd 
It. TW user wanted CA lo dial stating lo that 2nd 
number was given. Also an answering machine as the 
fist number was given. 1st number received answer 
machine. TTY customerwas told answer machine 
seems to think CA did not dial 2nd number 

Customer getting crank calls on cell phone via relay. 
Caller ID says "711:'Very unhappy with relay calling 
him and we should stop. especially because he is a 16 
year minor and can't afford the charges. 

Customer was trying to leave a voice mail with a CA. 
Customer was confused by CA instructions (hot key 
'PIS voice ur msg when you see gad ... redialing) and 
message was not kfl. Got SUPV on and SUPV told 
customer that the CA was a trainee but she did not 
apologize and the customer felt this was rude. 

Customer complains that MassRelay s IW fast 
Cuslomer has a profle for 45 WPM 

Date of 
Resolution 

09/09/04 

09/14/04 

09/13/04 

09/16/04 

09/18/04 

09/22/04 

09/22/04 

Explanation of Resolution 

Agent dio aolusl speeo 10 45 WPM an0 asked il lhey 
found 11 easy 10 fol ow She sa10 'yes. wonderhi " 
When I remarried ner tnal CA's cant change the 
speed a1 the very beg nnlng of the call CA's should 
honor me 45 WPM rewest Cdstomer go1 very angry 
sne wanted lo speak mth Supew sor and lnal She 
would wnle a letter of complalnr Tnen CUSlmer h m  
up mlhoul wail ng for a reply fmm me 

9\10 - Call to customer lefl message. 9/13 call to 
customer left message. 9\14. Call to customer left 
message. 

Team leader informed CA of complaint. 

Supervisor was notified of CA. 

ixplained relay is not making the calls but processing 
he connection for someone using the system to call 
lim. He said he's heard that before and that it is up to 
IS to stop calling his number. I said we wouldnY be 
ible to stop calls to any number. Caller put me on 
told and did not come back on the line for 5 minutes. 
lung up. 

Aanager apologized to caller for her bad experience 
md said peopk in question would be spoken with. 
:aller wants an e-mail response to mnfirm that this 
vas done. E-mail sent on 9/22 at 3:48 PM. 

lo CA ID was given so no action can be taken upon a 
ertain agent on identifying caller profile. 



Nature of Complaint 

State Police informed by caller lney had rece ved 3 
harassing pnones ca Is from ATAT Re ay 

Customer has had trouble reaching the phone 
company and wanted to know why it wasn't turned on 
since she made a payment. She had problems 
reaching the phone company and kept getting 
recording and asked CAfor phone company billing 
department number. 

Customer attempting to call his mother in Corpus 
Christi. TX at her number using a specific long 
distance carrier. Says when he dialed this number, he 
reaches a bilingual answering machine which he 
doesnl understand because his mother is not bilingual 
nor does she have an answering machine. He said he 
has the same problem 50% of the time he tries to call 
this number through relay. He reports he has spoken 
to Customer service before and received follow up call 
from Sprint Customer Service. Supervisor from Sprint 
called the number direct and reached the mother. 

Made 2 calls mis morning, on both calls mere was a 
problem with the VCO, the other party could not hear 
him. Had to switch to text to complete the call which 
took longer than using VCO. Gave CA ID. Said the 
CA toid him to switch to text because of technical 
difficulties. He said a supervisor was not cmtacted 
that he knows of to have it reported as a technical 
difficulty. Wanted to know why the outer person could 
not hear him. 

Natxe of comp am1 X ' s  bpsenmg oca1 bLSineSSeS 
block relav SYC cats oecause of r e c ~ m m  re av - ~~I ~~~ ~~ , ~ ~ ~~ ~ ~~~~~~~ ~ ~~~ 

scams Wnat 1s being done? Wnat s Sprrnt do,ng lo 
oven fraddLlenl ca Is gwing relay a Dad rep? 
Response to CLstomer Thank- the CJslomer for 
informal on 

Customer asked three times with two different CA's to 
turn down typing speed to 45wpm. as she is deaf and 
blind and can't read that fast. Will call again tomorrow 
to customer sewice during the day. 

Date of 
Resolution 
09/29/04 

10/05/M 

10/06/04 

10107104 

10/08/M 

10/19/M 

Explanation of Resolution 

I informed him that we are Sprint Relay and not 
asscciated with AT8T. He said they had transferred 
him to us and Muld not transfer him back to them 
State wlice thanked me and hung up. 

Explained that the CA cannot turn her phone back on 
because wa are not part of the phone company. 
Suggested since she was having trouble getting 
InroLgn lne recordings sdggesled sne codla ask me 
CA to I sten for b II ng oepanmenl or to wait for a live 
person ai me pnone company so Inat Ihe CA w o ~  d 
get Ihrodgn and no1 nave lo Iype the entire rewrdmg 
01 have lo disconnect mi le  !he recordmg was lypeo 
To d her wa dldnl nave me olll "9 department or otnef 
ndmoerr 

Sdpervisor a%eo If ne was s x e  th s was tne correct 
number an0 d ne nao tne CA try a 2nd lime in case 
tne number was m Sdia ed Aso. gave h m the lty 
relay number for TX. a so suggested ne call 
informalion lo male sue me area m e  IS correct 

CommLnlcatw Yntn the person on VCO an0 was ab e 
lo hear h m cleany -et n m  know I would inform tne 
appropnate perron unlh tne nfonnaton and 1 me 
problem con1 nLes Io ca I Dace InroLgh cdstmer 
servm 

Sent lo MA Account Mgr. There was no CA number 
isted. 

4ccount Manager will follow up with the business and 
xovide training. 

nformed her Customer Service would make record of 
iercomplaint. Questions she has: 1) If tty (term) can 
:A turn speed down? and 2) Can speed be automatic 
nstead of CA having to turn it down. Customer does 
lave orofile. 
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Nature of Complaint 

Wants to know why relay a k y s  says "Caller ID 
Block". CA typing t w  fast can not read what me CA is 
lyping. Wanted to know why the CA didn't follow 
instructions when she was told to slaw down because 
she can't read that fast. In profile it states lo reduce 
speed to 45wpm. 

Called Relay Service on 711 and heard tones (though' 
they were fax tones) and then got C A  Had the CA dia 
the number and got a fast busy line. Asked the CA 
h a t  to do and the CA informed caller it was her 
decision. Asked CA what a fast busy meant and CA 
said circuits may be busy. Caller wanted CA to check 
the line for her, 50 the CA referred her to her phone 
company or Relay Customer Service. The person 
d i e d  her carrier and also got a fast busy. Caller 
alled Relay Customer Service to report this. Said she 
felt the CAS were disinterested and unhelpful. 

Received a relay call on 8/25/04 to place an order. 
Today got a letter f m  me credit card company that 
the order $545.00 and it was a fraud. Wanted to know 
d we could find out who placed the call. 

3ustomer complained about garbling and told sup" to 
tell CA's to put 2 spaces between sentences and they 
are not doing so. 

3a led tn comp am ng aboJt Relay wing O J S ~  an0 not 
iemg anle 10 get InroJgh CLslomer was hang ng JP 
,very t me tney heard TTY tones 

rried calling MA Relay and get recording that says 
'cannot be completed as dialed please check the area 
:ode and number."Tried 711 to get local Relay, 
:annot reach Relay using 71 1 Trying for at least a 
Meek and is very frustrating trying to get mrough. 

Date of 
Resolution 

10/1 9/04 

10/20/04 

10/21/04 

10/22/2004 

10/24104 

10126/04 

Explanation of Resolution 

SpMe lo supv lo .nform Ihem of tne CA typmg 100 fas 
and lo make s ~ r e  profile mles are be ng read and 
honored Training Oeparbllent tested to make sure Iht 
speed c0d.d ne decreased even if Ihe TTY user m s  
tne outnomd person an0 it wowed fine So ha0 the 
SLPV SpeaK mln the CA 10 make s ~ r e  they fol owe0 
the correa procedures Exp a ne0 lo tne ca ler lhat 
becase she ha0 n ner profile "Ca ler D B.oc&' every 
lime sne paced a call irodgh relay t would transmnt 
across me screen say ng "Nbmber Bloc6en' or "Cal el 
D B ccked' 

Apo ogszeo that sne felt Ihe CA's were not helpful 
Explained tne CAS are not connedea to tne pnone 
company an0 d8d not have the informal on awdl the 
pnone I ne CA can on y .nform the ca le, of m a t  tney 
near Gave Ihe caller tne v08ce 800 nLmber so lhat 
she wouldn't have lo hear the TTY tones on Ihe I ne 
anymore She satd she mll try local agam W, I ca I 
Relay CJstomer Service nack win any qLestions 

Apologized for the inconvenience and toid him mat we 
do not keep records of calls. Provided him with the 
Sprint Relay Customer Service number. 

No CA ID given. 2 spaces between sentewes will 
not solve garbling. 

nformed tnem 10 stay on Ihe I ne an0 a CA would 
mme VoLgh to mem Apo.og.ren for the 
nconvenienceanoshehungw 

10/26/04 Spoke to customer. She wanted to know 
nformation on Sprint Account Manager. Discussed 
low she cannot get through on 800#. She will call her 
ml Drovider. 



Date of 
Complaint 

1 1/24/04 

12/01/04 

12/02/04 

12/02/04 

12/02/04 

12/06/04 

12/06/04 

1211 0104 

12111/04 

12/12/04 

12/16/04 

Nature of Complaint 

has nao numerous Internet relay calls wtn b0gt.s 
OrOer requests bslng mean caros Wants 10 b ock 
those ca1.s Also. wanted to blcck ALL Relay cads 

Dismnnected twice in the middle of her calls with the 
same phone number. 

Customer felt that OPR does not know how to handle 
VCO calls. 

Called in to say that the typing speed has not reduced 
to 45 WPM. 

Cal IS not coming in on VCO Thecal er also sa o s 
vev mhappy wtn the re ay Sewice She Sam 11 was 
mwh beder win prev OLS pro##oer 

Complained about hung up when it was not done (am 
machine, hung up) 

Caller has OPR check voice mail the OPR does not 
know how to do it. 

Calling about the typing speed. 

VCO Branding needed. Customer also wanted to 
mention that she does not like the quality of the relay 
sewice. 

VCO branding was lost. 

VCO branding was lost. 

Date of 
Resolution 

11/24/04 

12/01/04 

12/02/04 

12/05/04 

12/02/04 

12/06/04 

12/06/04 

12/10/04 

12/11/04 

12/12/04 

12/16/04 

Explanation of Resolution 

Explained that we at Mass Relay can not block relay 
calls into his place of business. However. if he wanted 
to speak with his phone company about any 
alternatives. men he should do so. For the Internet 
Relay calls. gave him the Sprint Customer Sewice 
number and told him that Mass Relay and Internet 
Relay were two separate entlies and to please speak 
with Sprint regarding the Internet calls. He manked for 
the info and advice. 

Opr ID not available. Possible TIY problem, not from 
MassRelay. Customer was asked to check with TTY. 

Opr ID not available. Explained the procedure that 
one can ask supervisor to assist. 

Opr ID not available. Apologized and let supewisor 
know. 

No CA ID given. Complaint taken. 

Explained proper recording procedure. 

Opr ID not available. Inform training dept so they can 
re-train OPRs if necessary. 

Informed caller that is not the CA's. it has to do with 
the settings On her TTY. Let her know she needs to 
all the TIY distributor or VCCD. They would be able 
lo help with the problem. 

++branded on 12/13/04 but when I Went to rebrand n. 
:he branding was still working and it came up with the 
iutomatic VCO connection. 

Xmtomer was re-branded. 

:ustomer was re-branded. 



Date of 
Complaint 
12/16/04 

12/17/04 

12/17/04 

12/21/04 

12/23/04 

12/23/04 

12/23/04 

12/29/04 

12/29/04 

Nature of Complaint 

Complaining about getting garble. 

Called in twice and hung up. 

Customer called relay twice and got disconnected 

Supervisor from Mass Lifeline called to say that a TTY 
user from IL had difficulty getting through to the 
MaRelay (no time given) 

No follow-up requested. 

Lost branding for automatic VCO connection. also 
wanted to update profile for long distance carrier and 
toll calls. 

Lost VCO branding. Wanted general information cm 
filling out a profile sheet that was sent to him. 

She says she is having problems with the system. Has 
to give the cperator the number 3 times and VCO was 
on automatic connection before she went to Florida. 3 
weeks later when she came back it does"? work. 
Would like someone to call her ASAP to explain what 
happened 

Ca lea in to say Inat he  profile whch slates #miease 
speed 10 60 WPM dad not come up rwce tmay and 
cannot oe accessed by any werator Wants a call 
b a a  far an exp anat w1 of why and wants I fma 
ASAP 

CJstomer cla ms she was ruaely remlnaed of 
ProtoCols Felt OPR nao bad artltdae ana asked to 
speac wth SdpeN sor 

Woman ca.lmg for TTY Lstng dadghter wno IS maole 
to pace ,ong distance ca Is tnrodgn re ay from 978. 
448-0041 almoJgn ner son s abe lo p ace LD ca 1s 
directly fm tnat ndmcer 

Date of 
Resolution 
12/16/04 

12/17/04 

12/20/04 

12/21/04 

12/23/04 

12/30/04 

12/23/04 

12/29/04 

12/29/04 

Explanation of Resolution 

Opr ID not available so suggested the callerto try 
typing abc or 123 first before typing to the operator. Or 
try hitting the space bar first before typing to the 
operator. 

Unable to follow up without agent and call information 
Asked Customer to call back if problem m~rs again 
with the agent and call information. 

Thanked and explained mal we need more 
information such as time and date of the call. 

Re-branded custmer while she was on the line and 
updated her profile records. Apologized for any 
inconvenience this may have caused. 

CLstomer was remanded Explained the profile sneet 
ana what the options were on the pmli e sheet 

Zalled on 12/23/04 at 13:12. no answer. Called again 
3n 12/30/04, explained what was going on with the 
i lC0 connection loss and rebranded that perron. 

:heched the database and the database information 
ame up clearly stating to iwease the speed to 60 
NPM. Everything was working fine. Called customer 
in 12/23/04 to leave a message to inform him that 
Nerything is working properly. 

jupervisor reviewed Situation with OPR and provided 
naching on professionalism 

Suggested that Customer set up LD profile with MA 
7elay and also suggested that customer contact 
,hone company about issue. 



~ 

Date of 

12/30104 
Comp$mt 

- 
12130/04 

12/311M 

- 
31/03/05 

- 
)1103/05 

- 
)1/04105 

- 
11104105 

- 
)1106/05 

- 

Nature of Complaint 

Tp( was repaired and the branding was lost 

la.led from a paypnone using a TR t o w  I his son on 
TTY and says tne operator h ~ n g  up on n.m Also 
asked if there IS a ca ling card under h s carner 

JCO branding lost 

M e r  said that during the call the writing on her 
screen froze the typing stopped wming across the 
iueen. She wants to know if the operator was having 
liffiwlty or if the plm was caused by her DSL filter. 
:he would like a call back on Monday, 

'rofiled for VCO it does not come on automatically. 
;he has changed phone and is wondering if this is 
vhy. Will call back on Thursday 12/30/04. 

'erson Apse1 lhal Someone .s calier her thmgn reay 
Iur ng .ate mght ana eany mom ng hours Sne doesn't 
.now who I IS or haw they go1 he, numoer 

IC0 branding lost 

'he caller tnes to contan a T lY  user DLI rece ves a 
ecoroed mS0 Savina '?ne number she 1s call no to na6 
men disconnectid 'She requested a supewi&r so I 
isked Roxanne to speak wth her 

kcupationai Therapist. Calling for information on 
p e c h  to speech. Wants to do a test call with her 
lient who has cerebral palsy and wank to place a 
351 call to see if the operator is able to understand the 
lient. Said will call back on 1/10/05. 

Date of 
Resolution 
12/30/04 

12/30/04 

12/31/04 

01/03/05 

01/03/05 

01/04/05 

01104105 

01/06/05 

01/11/05 

i explained that the operator did not hang up on him. 
The opr released the call so he cwld continue his 
conversation TTY to TTY without the Relav beino 
involved. Suggested he try calling his ph& m-pany 
and also provided the nbr to VCCD. 

Rebranded VCO. 

I rebranded the callerfor VCO while she was on the 
line. 

Placed several calls back to custwner; line either busy 
3r answered by machine. Left message on machine 
:hid time asking person to call CS back to let us know 
f she continued to have problem throughout weekend. 
Uever received call back. 

2ustomer was rebranded. 

Explained relay poky. no call rewrds kept; unable to 
mvide info 

dumber re-branded 

Zoxanne asked the caller to call the TTY user directly 
0 see whether she gets the Same recording and call 
lack to Roxanne to know the results (person never 
alled back). 

Ixplained what speech to speech is. Explained h w  
peech to speech calls are handled. Walked the 
ierson through the steps and answered any questions 
he had. Waited for me person to call back to set up a 
Srofiie for her client and placed the test call with the 
menon. Everyihing was successful. 



Date of 
Complaint 

01/18105 

01/18/05 

01/19/05 

01119105 

01/19/05 

01120/05 

01120105 

01/27/05 

01/27/05 

Nature of Cwnplaint 

Losing pan of nls conversat on he sad Ins  has 
happened 2 times Tne person he was ca4fng wasnl 
aole 10 near M a l  was be ng sald at some pool dbnng 
lhe conversation tney wbld lose him 

Caller had requested VCO branding earlier today. but 
branding did not wrk when calling relay. 

Angry that her profile (VCO) is not being adhered to. 
Is constantly having to wait Mru handshake. When 
asking opr about profiled VCO gets the runaround. 

Caller States opr did not respond to her after greeting; 
handshake? 

Opr did not type (ur msg left) at the end of user's 
voiced msg on ans mach. Opr typed (hung up GA) 
instead, which confused the VCO user. When VCO 
user inquired if message had been left, OPR did not 
give a clear, straightforward answer and said that info 
was no longer available. 

Caller ID showed as 'out of area" when they received 
a call and wanted to know why? 

Expressed concerns aooL1 garb mg an0 askeo rl opr 
can pace ong dislance cal s 

This out of state customer received a bill. Rwmmate 
called into MA Relay and made 4 calls and her carrier 
charged her LD charges. She has spoken with her 
local and LD phone Mmpany and her line doesnY 
have the ability to piace those calls. Must use collect 
or other billing options. 

Customer stated CA hung up on caller. Customer did 
not have any further information. including CA 
number. 

Date of 
Resolution 

01/18/05 

01/18105 

01/19/05 

01/19105 

01/19/05 

01120105 

01/20/05 

01/27/05 

01/27/05 

Explanation of Resolution 

Asked the caller if he was speaking directly into the 
phone, or if he was speaking before the Operator had 
typed the "GA" he said no, I suggested having his Tr 
lwked at or calling VCCD or Ultratec and if the 
problem still continues afler ais to call back to CS. I 
also suggested calling his phone Mmpany and havinl 
m e o n e  come and Iwk at the line. 

Explained that il can take a few days 10 p r w s s  
Dranoing requests 

Rebranded for VCO. 

Spoke with opr about responding within appropriate 
time frame. 

Toid VCO user that her complaint would be forwarded 
so opr can be trained in proper prccedure. Apologized 
for inconvenience. Supv. met with the opr and 
reviewed procedures. 

Informed the caller that the person would need to 
unblock their number before dialing into M e  Relay. 

Exp ameo lo her mal she Should ,el M e  opr know 
when Ihe message is garbmd and also told her tnal 
we can place long oistance calls 

Took her info and numbers ca led tn MA. 781.284- 
0852 (8/29.8/29 8/31) and 978-546-8005 (918) Tad 
her I WJIO forward this to Roxanne for response Sne 
asmo 10 emad ner ~y Friday at Ine lalest F na 
Reso.ution Roxanne explaineo how b l w s  lhrJ phone 
m p a n  es 00 not always get recognized lhru Re ay 
Customer sa a sne MI ca I phone companies again lo 
dispdle 01 Is 

Explained to chstomer Inat cOmplalnt can't be followeo 
through wtnoul knomng !he agent nLmber an0 Ihe 
lime of Ihe call Asked Caller 10 call Dack wlh tnis 
Information if this happens again 



Date of 
Complaint 
01/27/05 

01/31/05 

01/31/05 

02/08/05 

02/09/05 

02/1 1/05 

02/13/05 

02/13/05 

02/13/05 

02/17/05 

Nature of Complaint 

Caller asked operator three times to tum on HCO, but 
operator did not. Caller said that operator should have 
asked for assistance with call, and that operator did 
not send operator I.D. number. 

The caller complained about oprs being rude with lheir 
tone of voice and wanted to make the Supervisor 
aware of this. 

Caller says she received a call and h e  Operator 
would not type what her caller said. She believes the 
opr hung up on her. Wants the issue addressed 

Caller has difficulty reaching relay at 71 1 Wen using 
her cell Dhone. 

Caller lost VCO branding for 781-592-9349. He asked 
that his brolher be notified when number is rebranded. 

Calling to complain about losing the VCO branding. 

Caller is having difkulty reaching relay at 711 

Customer is not receiving her calls at her new home. 
She wuld like to receive a call back regarding this 
issue. If she cannot be reached, call her son's cell 
Dhone. 

Calleh father, a new VCO user, is receiving 
messages with missing letters. 

Cal ,ng In for garbling issues Wants lhe garb m g  
cleared ~p Wants noles changed n pmfle 

Date of 
Resolution 
01/27/05 

01/31/05 

01/31/05 

02/08/05 

02/09/05 

02/11/05 

02/13/05 

02/13/05 

02/15/05 

02/17/05 

Explanation d Resolution 

Apologized to lhe caller. No opr ID available for follol* 
UD. 

Apolcguea for the lnconven#ence. II cannot De the 
operalors iaenllfied Decadse they are not valid 

Apologized to Me caller for the inconvenience. 
Informed the caller the opr would be spoken to. She 
said thanks. Opr wached on professionalism. 

Suggesleo that she use YO- reray numoer 1-800- 
439-0183 h e n  cal ng from her ce.1 pnone. 

Rebranded number for VCO. Phoned contact person 
lo notify him that branding wuld take up to 3 days to 
process. 

Custmer has been re-branded. 

Provided 800 numbers for MA Relay. 

Called custmeron 2/14/05 (1l:llAM). Seems to be 
a pmblem with her TTY machine, as she is not 
receiving all her calls. Provided tmr with number for 
VCCD. 

Spoke to customer. who described garbling pmblem 
(missin!$exlra leners). Suggested that pmblem wuld 
be caused by p w r  connection or background noise at 
VCO useh end. Father uses VCO phone (no 
keyboard). Anne wu ld  like to receive additional info. 

2/14/05 11:39AM Called contact person: answering 
machine. (NG) 2/15/05 2:07PM Called contact person: 
no answar. 2/15/05 3:45PM Contact p e M n  called CS: 
Dffered suggestions for clearing garbling: provided 
numbers for VCCD and Ultratec. 

3ffered suggestions on how to clear up garbling issue, 
If plm wntinues cmtact VCCD. Notes in profile 
Jpdaled. 



r 
:omplaint 
82/21/05 

- 

12121105 

12/22/05 

2/23/05 

2125/05 

2125/05 

Nature of Complaint 

2 calls gatbled. TTY was just fixed wondering why 
receiving garble. 

VCO customer is dialing 71 1 to reach the relay service 
and is unable lo get in contact with the relay 
operators. They are not hearing her. She states SMS 
had this problem for quite sometime and the last 
trouble ticket was turned in 2 weeks ago. 

VCO Customer is dialing 71 1 to reach the relay service 
and is unable to get in contact with the relay agents. 
they are not hearing her. She did come in as being 
branded VCO. 

Fatner trying lo dse dC0 and tne operator IS no1 
recew na the number to dial Savs falner nas 0 rectorv 
dialed nimbers and the operat; is not receiving the ' 
dial lo number. Call is coming in as VCO. 

Caller is experiencing trouble when receiving calls. 
After answering the TTY and typing a greeting, the call 
disconnects 

Person said agent intempted while giving dialing 
instructions and men hung up for no reason. 

Call ng 10 say Inat sne was cnarged oy 4 a Werent long 
distance companies and lhey are no1 ner LD carriers 
Wants 10 PA ner came, a1 c n o m  as a LD carrier 

Date of 
Resolution 
02/21/05 

02/24/05 

02/21/05 

02122105 

02/23/05 

02/25/05 

02/25/05 

12 

.. , ___.. . .___l__....r ~ 

Asked caller what type of gaming they were receiving 
to try to figure out garbling issue. I suggested the 
caller to type a few letters first and also to try hitting 
the space bar as well to see 1 that would clear up the 
issue. 

Apologized and advised customer to use thn 
dedicated VCO line, 1 804 439 4270. Customer was 
re-branded on 2/19/05 and the automatic VCO 
connection should be effective by 2/23/05. Follow up 
requested. Made follow up call and VCO working fine. 

Technicians ran tests using customefs phone number 
and were not able lo duplicate problem. Several 
attempts to contact customer were unsuccessful. 

Chmea CJSlomer record. Profle set up and enlerwa 
correct v Will a0 a lest call win Ihe ca ler on 2 2205 
Did a teit call on the floor. did not come through as a 
VCO user 

Referred caller to VCCD and provided phone number. 

Informed caller that a supervisor would speak to the 
agent and apologized. Caller completed the call with 
mother operator. Operator was spoken to and 
mached on professionalism. 

nformed caller to contact me phone companies and 
lave the wrong infwmation corrected. Updated profile 
iotes to reflect her choice of LD carrier. 



Complaint 
Nature of Complaint 

Customer is calling to complain about some 
pmcedures. Does not agree with some of thi 
policies and procedures. Stated she become 
irate at times and has also disconnected wilt 
operaton on different occasions. 

?i? s agent #.as r e v  ruderhe ems groan ng i 
slgh.ng impatienl y dwng my cal, , codlo ne, 
wnlspenng to other agents. say "g "are tney 
~817- I can near tne agents taking npolog~it 
followup requested. 

flas wnoenng I f  re ay was o m  oecabse c, 
PI through JS ng 7 11 had no IrOLOle gettln! 
ising 800 number. 

Zalled the 71 1 number 5 times, the line just I 
'inging. Wanted to know if the system is char 

)allin9 for her mother to add her carrier of ch 
ocal. toll, and long distanw as carrier ofchoi 
mfile. 

)omplaining about Operaton. Very upset. thi 
)peraton are not trained, cant spell, and war 
Someone to call her Monday wants to know Y 
>f training operaton have. 

:ustomer complained that agent did not follo, 
toicemail retrieval instwctions and erased he 
nessages. Customer also complained that a{ 
lot request a supewisofs assistance far retia 
eouested. 

Date of 
Resolution 

03/04/05 

03/05/05 

03/07/05 

03/08/05 

03/08/05 

03/11/05 

0311 1/05 

13 

Explanation of Resolution 

Added the notes in the customen pmfile on 314 
Informed the caller that it is Relay policy to ask 
person knom how to use Relay unless the pen 
has as a pmfile option "No Announcement d Rt 
or '"NO explanation of Relay". 

OPR coached on professionalism 

Told caller relay was not dorm - has been fine a 
Suggested ifcaller continues to have problems 
connecting to relay using 711 that helshe -tal 
phone company. 

I informed me caller me system IS not changing 
1.aled me 71 1 number wh le on me vvlth me call 
NaS connected lo an operalor ngnt away wth nc 
romle S,ggestea trying again an0 I atso gave I 
a.ler the 800 nmber lo cal. inlo relay 

nformation entered. 

nformed caller someone would call her Monday. 
:alled on Monday 37/05 at 10:38 am reached a 
Inswering machine. Called at 13:25 pm on 3710 
Inswering machine. Called again on 3/10/05 at 
)m no answer reached an answering machine. 1 
eachlng the customer with no luck. 

nlormed her Saneone WL d la k to tne Operato 
I b o l  proper ca I nano Ing an0 aovise agent mat 
,hourd reqLesl a %pew sor I f  sne nas 
ILeSt mslproblems wln a call Apo ogized Io 
:Aomer ana d 0 relneve ner messages Opera!, 
em.nded of correct cal ham mg procedures 



Date of 
Complaint 
0311 5/05 

03/16/05 

03/17/05 

03/17/05 

03/21/05 

03122105 

03/28/05 

03/28/05 

03/29/05 

Nature d Complaint 

Caller States that she is able to place calls through the 
Relay Sewice but is unable to receive them when 
someone calls her. Wants to know why she is having 
this orobkm. 

Cannot wnneCt to Relay when dialing 711. Also has 
VCO branding, but said OPRs cannot hear him. Did 
mention he was using loaner TTY while his was 
repaired. 

Caller was complaining that the opr would not tell 
himlher the exact reason for an opr changeover that 
had occurred. 

Cal<er was ,nmk 10 macn re ay v.a 71 1 -me wou d 
nng bJl not connect io operalor 

Caller has static on her phone line and is receiving 
garbled text from relay operaton. 

States that when calling from TIY they are unable lo 
get through when dialing the "71 1" number. Wants to 
know why? 

Caller said that her mother often receives garbled text 
(e.g.. OOOXXW) on VCO calls. 

Caller s1aleo lhal OPR dld not relay vo,ce m s o r  ng 
machme greel ng vernal m Rewrding sa d "rf  yo^ 
wdly eave a message wl. reLm your call ASAP. 
OPR lypea '"IS not avao aole any options Lnti the 
lone beeps " 

Cal ea in lo reqLesl profile and ddferenl types of cal s 
offered a i  Re ay in Spanish as -41 as brocndres 

Date of 
Resolution 
0311 5/05 

03/16/05 

0311 7/05 

03/17/05 

03/21/05 

03/22/05 

03/28/05 

03/28/05 

03/29/05 

Explanation of Resolution 

Referred customer to the VCCD so they can assist ht 
with this problem. 

Spoke with Sprint technician about issues. Offered 
suggestions to wslomer regarding his equipment. 
Customer let us know that his VCO issue was 
resolved by using a different telephone. 

Explained that accasionally opr changeovers are 
necessary and the opr followed wmct policy and 
pmcadure. The opr is not allowed to tell either party 
the reason for a changeover. 

Agent told calkr that she would note the issue. Also 
referred caller to phone company. 

3/21/05 3:24PM Lefl voicemail message. Explained 
that static on line wuld be causing the garbling. 
Referred consumer to phone company and provided 
VCCD number. 

Informed caller that there w r e  no reports d trouble 
with the 71 1 line. Also suggested using the 800 
number to Relay. They said they did and had no plm 
connecting. Informed caller they would need to call 
their phone wmpany in regards to unable to reach 
Relaywhen dialing 711 

I suggested reasons for garbling (statidinterference 
on line. handset not placed firmly in cradle, etc.). 
Since the caller described turbocode garbling, I 
sxplained how the VCO user could turn off turbo code. 

3perator was coached on relay procedure. 

-olwarded tne request to the appropnale person 
3alled the customer Dack 10 inform me cLslomer mat 
31 Ins Ime Ihe Relay C S IS n lransenl and 
mfonmaiely we 00 not nave lhem avai aole in 
3panish at this lune Apo wued for the 
nconvenienw 



Date of 
Complaint 
03l30105 

04/03/05 

04/03/05 

04/08/05 

0411 1/05 

04/12/05 

04/25/05 

04125105 

04/28/05 

04128105 

04/29/05 

Nature of Complaint 

Received fast busy signal when trying to place long 
distance call. 

NY caller had incorrect long distance charges on 
phone bill. 

Voice caller got disconnected from TTY user. When 
trying to redial, she rec'd busy signal. Caller asked 
whemer TTY user were still connected to relay 
operator. 

Called in to say the operator was typing too slow and 
needs to be faster. She said my typing to her at 60 
WPM was fine. DoeSnY want what the profile says. 

Said that her mother (VCO user in CT) was receiving 
garbled text on MA Relaycalls. 

Customer called to say that me opr. typing is too fast 
and is unable to read TTY. Wants profile changed to 
reduce opr. typing speed. 

Called into Relay and said tty tones kept pkking up. 
Called the voice number to relay and said lty tones 
kept picking up at that nbr also. 

Caller said she cannot get through to an opr when 
dialing the 800 voice number. She wants a Cali back 
as to why the 800 voice number won't wo&. 

Customer said mat she made a call and agent did not 
allow her to talk and kept typing and that outbound 
customer kept saying to call through Relay and that 
agent didn't tell her what was going on and 
disconnected. Customer also had questions about 
vco to TTY. 

Seems IO oe gemng CJI off aner tne i n m  greeting. 
gave me operalor me nJmoer 10 dial and no response 
Says Uley haven1 ha0 Ins plm mtn otner operators 
and to know what was going on 

The caller was calling from a correctional facility and 
he was unhappy that he could not call his lawyer. The 
opr told him the call could not be placed. 

Date of 
Resolution 
03/30/05 

04/03/05 

04/03/05 

04/08/05 

04/11/05 

04112105 

04/25/05 

04/25/05 

04/28/05 

04/28/05 

04/29/05 

Explanation of Resolution 

Referred caller to long distance carder. 

Informed caller that she'd reached MA Relay CS. 
Offered to provide correct CS number but caller 
already had 8.  

Apolcgizea and informed d e r  that relaylCS could no1 
oelerm ne whether TTV user were sbll Connected 10 
an operator. 

In customeh profile it stated change speed to 25 
WPM visually impaired. Caller stated she didn't want 
that in her profile. Profile was changed according to 
customer's request to ihcrease the speed to 60 WPM. 

offered suggestions for clearing garbling. Suggested 
that caller contact phone company if problem persists. 

I h w r e d  the typing speed for the caller to 45 WPM 
and she was able to read me. Informed the caller I 
would pass the information to the appropriate person. 
Changed customers profile to reflect45 WPM as 
requested. 

Provided caller with the voice number and asked 
customer to let us know if problem persists. 

Informed caller she can dial 71 1 to reach an opr. 
Called at 8:26 am and spoke with person. She said 
she was getling tty tones when calling the voice 
number. Asked her to try again today to see what 
happens and I she is still receiving tty tones call back 
into CS. Asked I she has a tty and she said she does 
but was calling fmm a regular phone. 

Apologized and explained about VCO to TTY calls 
and told customer she should request VCO to TTY 
before dialing. Spoke to agent and she said that she 
connected VCO to TTY but outbound may not have 
realized it was VCO with the Relay Service and kept 
typing and then disconnected. Operator was coached 
and reminded of proper procedures. 

Informed him I would look into the Situatim. Operator 
mached on professionalism. 

Informed caller lhal only collect ca Is are a lowed from 
:orred onal faciat.es 



05/05/05 

05/09/05 

- 
05/09/05 

Nature of Complaint 

CJstomer was ca ling 10 say tnat Ihe opr a8d not follou 
~ n r c e o m  correct y when typing Dackgromo an0 Kept 
cmng on the voice Jseh words 

Customer was trying to call a long distance number 
but each time the line was busy and customer wanted 
to know why the operator was not completing the call, 
Stated that the line was not busy. 

3alled to complain that every time she calls into the 
3elay to access her voicemail she has a problem \Mth 
:he operaton. States that she has to keep trying 
linerent operaton at least 3 times until she finds one 
hat know the correct procedures. Says she is a 
irofessional psychotherapist and does a lot ofappts 
hrough voicemail so it is really vital that the operators 
mow the correct omcedures. 

loice to TTY call, voice user put operator on hold 
lfler TIT user typed a message and me Operator had 
elayed part of message. Voice user came back on 
ine and said "OK operator I'm back. pls go ahead" 
ind the opr did not relay msg just kept saying "I can? 
alk to you" and was rude. Voice user repeatedly 
isked opr to continue relaying the msg but opr only 
yped what voice user was saying. 

Jnable to reach Relay operator through 71 1 on his 
ihone. 

Date of 
Resolution 

04/29/05 

05/05/05 

05/05/05 

05/09/05 

05/09/05 

Explanation of Resolution 

Aphog.zeo to her ana told her smeone from relay 
would retJm her cal. to OiMUSS tne issue. The best 

~ ~~~~ 

time to call her is Friday, April 29 afler 2:OO pm. Callel 
4/29/05 at 2:45 pm. Customer said while the opr was 
typing what the person was saying she would put 
background sounds in too. Customer didn't like the OF 
typing the background sounds because it interrupted 
the now of the convenation. I checked her profile and 
told her she had "All Background Sounds' in her 
profile and suggested that she have that removed if 
she doesn? want background swnds typed anymore, 
She agreed and I updated her profile. 

A SupeNisw came over to assist on the call and the 
line was busy informed the caller that the line was 
busy and the operator followed all the correct 
procedures including procedures for a fast busy 
signal. The supewisor placed the call and the line was 
still busy. The caller said they would call back at 
another time. 

Apologized to the caller for any inconveniences this 
may have caused. Asked if she had the operator's 
numbers. She said "no'. Informed the caller that all 
weraton are trained on all Relay policies and 
xocedures. Suggested the caller to ask the 
,perator@) in the beginning of the call if they know the 
mrrect procedures for accessing voicemail and if they 
jon4 give the operator to C.S. and the opr will have a 
'efresher on that pnrcedure. Informed the caller a 
'eminder of the corned pmatdures will go in the 
meekly memo. 

4gent had called me over as a Supervisor while the 
PI1 was going on. and I told the agent that relaying 
he rest of the msg after holding was not becoming 
nvolved in the call. VOW user called back into relay a 
ew minutes later to complain. I apologized and told 
ler someone would speak to the operator about not 
leing involved in a call vs. rudeness. Opr was spoken 
o about professionalism as wall. 

'rovided caller with the 800 voice nbr to Relay. 



Date of 
Complaint 
05/09/05 

05/1 1/05 

05/13/05 

05/20/05 

05/31/05 

05/31/05 

05/31/05 

Nature of Complaint 

The caller was billed by another carrier for two long 
distance calls. He called his carrier and they toid him 
to call us. 

The caller was calling on behalf of his mother. He Said 
when he calls her the number doesn't s h w  up on her 
Caller ID and he wanted to know il it's supposed to. 

Caller said Opr hung up on him when he asked her to 
redial. 

Wants to know why s/he gets garbling whenever slhe 
calls into the Relay and types 71 1 it always wmes cut 
garbled. Has to type it again and is fine fmm there, 

Stated that 71 1 was not working. Rewrding slates 
that it is out d sewice. 

Staled the opr was rude and hung up vithin one 
minute. 

Caller slates that opr was rude while processing a call 
and hung up on her before she wuld give her another 
number to dial. 

Date of 
Resolution 
05/09/05 

05/11/05 

05/13/05 

05/20/05 

05/31/05 

05/31/05 

05/31/05 

Explanation of Resolution 

I apologized for the inconveniencs and told him to 
send us a photocopy of the bill and we will reimburse 
him. Also set up a profile with his carrier of choice as 
his LD Camer. 

I1o.d nlm I HOL d pass the information on lo the 
Iechnicans. an0 Inat me Caller ID .s Supposed lo 
Snow Ihe number unless there s a Diock 

apo ogized an0 lord nim I HO- d let the superv sor 
know Agent was met and rev.ewed w Ih on 
procedures. 

Informed the caller that she could try hilling the space 
bar a couple of limes before typing 71 1 or using the 
800 number to Relay and if that dcasnr help I gave 
the number to MEDP and Ultralec to have h e  TTY 
Lmked at. 

Tried calling 71 1 and it wotked fine. Provided caller 
with the 800 number to Relay. 

Apologized lo the cusiomef and Ihe opr was wacneo 
on profess.onal.sm. 

Opr was wached on professionalism. 
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